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Examining challenges and opportunities 
facing community banks in 2010.
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2010 Community Banker Opinion Survey

As our case is new, we must think and act anew. 
Abraham Lincoln

It is wise to keep in mind that neither success nor failure is ever final.
Roger Babson

In the first quarter of 2010 Cross Financial Group conducted an online survey with community 
bankers in the Midwest to examine the challenges, opportunities and concerns being addressed 
by community bank management teams. The results of the online survey are detailed in the 
following summary report. The online survey was distributed to bankers throughout the United 
States with the assistance of state banking associations and industry professionals. The 
majority of the survey distribution occurred in the Midwestern part of the United States with 
emphasis on senior managers and active owners.

The survey included topics and relevant issues facing community bankers in today’s economic 
times. The survey instrument addressed content in the following categories:

• Strategic Planning and Succession Management

• Industry Outlook and Core Industry Challenges

• Company Growth and Bank Profitability

• Staff Compensation and Benefits

• Professional Development

• Customer Loyalty
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The Survey

The survey was not designed to create a comprehensive assessment of the entire banking 
enterprise. Instead, the survey was developed to collect banker perceptions of topics that are 
being included in business and strategic planning meetings in 2010. A general summary of the 
survey questions is presented below. The sections to follow will examine the survey rsults and 
community banker perceptions and opinions related to the survey questions.

Planning
1. Which of these items does your organization utilize?
 - Vision statement, mission statement, core values

2. What is the time period addressed by your organization’s strategic plan?

3. How often does your management team review and discuss company performance 
related to your strategic plan?

4. Does your organization have a succession plan in place?

5. What is the planned source of your future senior management candidates and leaders?

Industry Outlook
6. How would you rate your optimism related to the performance of the banking industry 

over the next 12 months?

7. Where do you see your organization’s primary competition coming from in the next 12 
months?

8. Rate the importance of the following industry challenges on your bank’s performance 
over the next 12 months.

 - Asset quality
 - Deposit growth
 - Loan growth
 - Credit management
 - Compliance
 - Regulatory oversight
 - Staff retention and development
 - New technologies
 - Interest margin
 - Non-interest income
 - Capital adequacy
 - New financial services
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Growth and Performance
9. Where will your organization’s growth come from during the next 12 months?
 - Loans
 - Checking accounts
 - Savings and money market accounts
 - Time deposits
 - Investment services
 - Insurance services
 - Mergers and acquisitions
 - Cross-selling to current customers
10. How would you describe your anticipated change in profitability for the next 12 
months?

11. Rate the importance of the following items on your bank’s profitability for the next 12 
months.
 - Asset quality
 - Credit management
 - Low cost deposit acquisition
 - Funding
 - Interest margin
 - Fee income
 - Expense control
 - Technology
 - Compliance

Staff Rewards and Development
12. Does your organization utilize a structured reward program for staff incentives and 

recognition that is tied directly to their individual performance?

13. Do your business strategies include activities to actively retain your existing staff?

14. What are the typical resources used by your organization to assist with professional 
development and staff training?

Customer Loyalty
15. Rate the importance of the following items to your bank’s ability to produce customer 

loyalty and long-term relationships.
 - Customer satisfaction
 - Customer retention
 - Company-wide service culture
 - Effective sales environment
 - Performance measurement for staff and managers
 - Effective customer information management
 - Effective marketing and advertising
 - Staff understanding of company vision, values and goals
 - Company-wide teamwork
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The Survey Results

The 2010 Community Banker Opinion Online Survey link was distributed to approximately 2,500 
community bank managers and owners. The results presented in the following tables, charts 
and graphs are a compilation of the responses from 238 completed surveys. 

The examination of data will focus on the summary results from all respondents. Some 
questions include results by specific demographic profiles to provide comparisons by institution 
size and other demographics.

Response Group Profile
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The Midwestern states of Kansas, Nebraska, Iowa and Arkansas provided the largest portion of 
the total responses. The states represented by the second highest response numbers included 
Kentucky, Michigan, Minnesota, Colorado and North Dakota.
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Strategic Planning and Succession Management

The core questions for this portion of the survey included the following inquiries.

 - Does your organization utilize a vision statement, mission statement or core values?
 - What is the time period addressed by your organization’s strategic plan?
 - How often does your management team review and discuss company performance 
related to your strategic plan?

 - Does your organization have a succession plan in place?
 - What is the planned source of your future senior management candidates and leaders?
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Which of these items does your organization utilize? The most common item used to 
set direction for the organizations 
represented came in the form of 
a mission statement. It should be 
noted that 17.4% of respondents 
did not have an existing mission 
statement for their organization. 
While 82.4% of all organizations 
indicated they have a mission 
statement, comparably 67.2% of 
organizations with less than $100 
million in total assets possessed 
a mission statement. In general, 
the larger the organization the 
more likely they are to have a 
formal mission statement, vision 
or core values.
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What time period is addressed by your strategic plan? 

9.2% of the respondents indicated 
they did not have a strategic plan or 
utilized their annual budget to guide 
company performance. 15% of the 
banks with less than $100 million 
in total assets utilize their annual 
budget or have no strategic plan 
in place. Of the organizations with 
strategic plans, 47.9% covered a 
two to three year time period. Gen-
erally less than 1 in 4 banks pos-
sessed strategic plans with a length 
of four to five years.
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How often do you review company performance related to your strategic plan? 

Yes 

66% 

No 

34% 

Do you have a succession plan in place? 

A total of 17.2% of the responding bankers 
indicated they only review their financial 
performance related to their strategic plan 
on an annual basis. Approximately 2/3 
of the respondents indicated they utilize 
their strategic plan for monthly or quarterly 
performance reviews. Size of organization 
influenced a portion of the results. Most 
telling was the correlation between the 
number of offices and the frequency for 
reviewing planned performance. The 
highest incidence of performance reviews 
occurred among banks with 6 to 10 offices 
where 59.4% reviewed performance 
monthly. Monthly reviews were also 
common at banks with total assets 
between $100 and $250 million.

66% of responding organizations indicated 
they have a succession plan in place. The 
presence of a succession plan increased 
with the size of the organization based on 
total assets.
$100 to $250 million - 58.4%
$250 to $500 million - 76.2%
Over $1 billion - 84.6%

Internal 

81% 

External 

19% 

Planned source of future senior management candidates. 

It was clear in the results that community 
banking organizations are expecting to 
place their future senior management team 
members from inside the organization. 79% 
of all respondents felt their future leaders 
would come from internal sources. This was 
a majority rating at all organizations. The 
anticipated need for future senior managers 
from outside sources were highest in the 
smaller organizations. 34% of banks with 
less than $100 million in total assets felt their 
future leaders could come from an external 
source. The percentage for banks with assets 
between $100 and $250 million was 20.8%.
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Industry Outlook and Challenges

The core questions for this portion of the survey included the following inquiries.

 - How would you rate your optimism related to the performance of the banking industry 
over the next 12 months?

 - Where do you see your organization’s primary competition coming from in the next 12 
months?

 - Rate the importance of the following industry challenges on your bank’s performance 
over the next 12 months.

 - Where will your organization’s growth come from during the next 12 months?
 - How would you describe your anticipated change in profitability for the next 12 
months?

 - Rate the importance of the following items on your bank’s profitability for the next 12 
months.
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Optimism for banking industry performance over next 12 months. 
1 - Not At All Optimistic, 10 - Very Optimistic 

Average Overall Rating - 5.2 

The optimism rated by respondents indicates that, as an industry, banking still has some room for 
improvement to reestablish the confidence lost since 2008. 39.5% of all respondents rated their optimism 
a  5 or 6 on a scale of 1 to 10, where 1 was Not At All Optimistic and 10 was Very Optimistic. The greatest 
diversity in responses occurred with banks in the $100 to $250 million asset size. The absence of very 
low or very high ratings was more apparent in the organizations with more than $250 million in assets. 
The smallest organizations were the least optimistic. The average scores by asset size show the highs 
and lows in the overall index.

Under $100 million ................................. 5.06
$100 to $250 million ............................... 5.22
$250 to $500 million ............................... 5.19
$500 million to $1 billion ......................... 5.38
Over $1 billion ........................................ 5.35
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Source of primary competition for next 12 months. 
Forced Ranking from 1 to 6, 1 - Most Significant, 6 - Least Significant 

A forced rating was used to identify which direct competitors will generate the greatest competition for 
community banks during the next year. The results can be grouped into three statistical groups based 
on the average ratings. Community banks were the clear leader in overall ratings with an average rank 
of 2.04. The second tier of competitors is comprised of regional banks, national banks, Farm Credit 
System and to some degree, credit unions. In the third tier and in a much lower position are non-bank 
competitors, online providers and insurance/investment firms. 

Some of the average rankings were clearly influenced by the size of the organization. The following chart 
provides additional data points related to the forced rankings.

1 2 3 4 5 

Community banks 

Regional/national banks 

Farm credit system 

Credit unions 

Non-bank and online providers 

Insurance/investment firms 

Average Competitor Ranking 
1-Most Significant, 6-Least Significant 

<$100 million 

$100-$250 million 

$251-$500 million 

$501-$1 billion 

Over $1 bllion 
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New financial services 

Importance of following challenges on bank performance for next 12 months. 

1 - Not At All Important, 10 - Very Important 

Identifying the challenges faced by the banking industry is an important step in the planning process. 
One of the core questions in the 2010 Community Banker Opinion Survey was an examination of the 
more common challenges that have been identified by bankers. In the chart above the relative rating of 
each challenge provides a perspective for where the challenge falls in the scale from Not At All Important 
to Very Important. Statistically the chart can be divided into six groups. The average rating for each 
challenge is directly comparable to all other ratings.

Group One
Asset quality

Group Two
Credit management
Interest margin

Group Three
Regulatory oversight
Non-interest income
Capital adequacy

Group Four
Loan growth
Compliance
Staff retention and development

Group Five
Deposit growth
New technologies

Group Six
New financial services
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Importance of following challenges on bank performance for next 12 months. 

1 - Not At All Important, 10 - Very Important 
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Source of growth over next 12 months. 
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43% 
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17% 

About the 
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40% 

Anticipated change in profitability for the next 12 months. 

In an effort to help organizations 
identify the sources of growth 
they expect to experience in 
the coming year, respondents 
were asked to rate the impact 
of several factors and financial 
services on the organization’s 
growth. The relative level of 
each index score helps identify 
planning topics that should be 
addressed if the organization 
plans to optimize their 
resources...financial, human 
and technological.

Cross-selling to existing 
customers is the clear leader 
in the final results. The ratings 
for deposit products were in 
the middle of the results with investment services, mergers, acquisitions and insurance services scoring 
much lower. The growth in deposit relationships during the consumers’ flight to quality appears to have 
influenced the priority and importance of acquiring funds. 

A follow-up question was not included in the survey, however, it would have been an interesting 
investigation to learn more about each organization’s plan to implement cross-selling and relationship 
development. Staff retention and development did not rate high in the banking challenges question and, 
as examined in a later question, most of the resources employed for professional development and staff 
training will be in-house training led by bank employees and on-the-job training. This may present a 
challenge if the organization does not already possess a competency for effective cross-selling.

The majority of respondents felt 
their profitability in 2010 would be 
the same or higher than 2009. Only 
17% of all respondents felt their 
profitability would be lower. The 
average results for the total sample 
were consistent with the results by 
bank size, number of office and 
number of employees. 
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Importance to bank profitability over the next 12 months. 
1 - Not At All Important, 10 - Very Important 

Managing for profitability in 2010 will be influenced by a number of different factors. Some of the more 
common initiatives from the last three years were included in the survey to determine the relative 
importance of items management teams are actively managing to improve profitability. Asset quality 
was clearly the number one attribute for 2010 performance. Credit management and interest margin 
were statistically close in the second tier of ratings. Expense control, fee income and low cost deposit 
acquisition rounded out the top six items. 

While many bank management team discussions continue to highlight the cost of compliance and 
technology, it is apparent from the results that asset management and rate management are still the most 
important factors to improve short-term performance.
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Staff Development and Customer Relationships

The final section of the survey examined banker opinions about staff development, how 
employees are rewarded for their individual contributions to success and the development of 
customer relationship loyalty.

Yes 

58% 

No 

42% 

Do your business strategies include actively retaining existing staff? 

Creating lifetime value in customer 
relationships is a significant objective 
for many financial organizations. That 
same long-term perspective also has 
a good application when managing 
high performing employees. Over half 
of all respondents indicated they had 
active business strategies to retain their 
existing staff. The highest response 
levels occurred with institutions with 
assets between $500 million and $1 
billion and institutions with between 10 
and 25 offices.

As evidenced in the previous chart, in-house training lead by bank employees and on-the-job training 
have been rated as the most common methods for training and developing staff. The success of both 
strategies is highly dependent on the skills and capabilities of the in-house trainers, coaches and 
managers responsible for staff development. In general, the larger the organization, the more likely they 
are to utilize in-house resources and the smaller the institution, the more likely they are to use banking 
association conferences and schools to support training efforts.
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Banking schools 
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Other 

Typical resources to assist with professional development and staff training. 

Forced Ranking from 1 to 7, 1 - Most Important, 7 - Least Important 
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Importance on the bank's ability to produce customer loyalty and long-term relationships. 

1 - Not At All Important, 10 - Very Important 

Pay for performance continues to be a 
talking point for many community banks. 
In this investigation 44% of respondents 
indicated they have a structured reward 
program tied to individual performance. 
The lowest response level was for 
banks with less than $100 million in 
assets with only 25.4% possessing 
structured reward programs. The 
highest response was among banks 
over $1 billion in assets at 88.5%.

The final topic examined in the 2010 Community Banker Opinion Survey was the rating of what is 
necessary to build customer loyalty and long-term relationships. Customer satisfaction and retention of 
current customers received the highest importance ratings. A company-wide service culture, teamwork 
and staff understanding of the organization’s vision, values and goals completed the top five factors.
Customer satisfaction received an average rating of 9.61 on a scale of 1 to 10. It represents the most 
significant factor in the beliefs shared by respondents. The important challenge for bankers in 2010 is to 
reconcile the activities and resources required to produce customer satisfaction during a year when other 
factors migrating to the top of the planning list include asset quality, credit management, interest margin, 
expense control and competing with community banks.

Yes 

44% No 

56% 

Utilization of structured reward program tied to individual 

performance. 
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Cross Financial Group is a highly specialized 
consulting firm providing professional marketing 
services to support financial institution relationship 
building and corporate communication programs. 

• Business Planning
• Marketing Planning
• Market Demographic Analysis
• Competitive Advantage Assessments
• Management Surveys
• Director Surveys
• Employee Surveys
• Customer Satisfaction Surveys
• Online Surveys
• Focus Groups
• Mystery Shopping Programs
• Market Research
• Brand Management
• Advertising
• Newsletters
• Sales Literature
• Product Brochures
• Corporate Communications
• Direct Marketing
• Staff Development
• Staff Motivation Presentations
• Referral Programs
• Sales and Service Training
• Coaching and Supervision Training

For more information contact:
 Tom Hershberger Kyle Hershberger
 President Vice President
 tom@crossfinancial.com kyle@crossfinancial.com

Cross Financial Group
6940 O Street, Suite 310

Lincoln, NE 68510
402-441-3131
800-566-3491

www.crossfinancial.com


